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ABSTRACT 

This research paper explores the impact of online banking services and its behaviour on e-bank 

users. With the proliferation of e banking users how these banking platforms, it is essential to 

understand how these services influence customer behaviour, including adoption rates 

transaction pattern and customer satisfaction. To investigate these effects empirical research 

approach was employed, including questionnaire and data analysis. The findings reveals a 

significant shift in user behaviour with the advent of online banking services, leading to trust 

building for the bank’s online services, recommendations on proliferation of e-banking users 

and customer engagement and the expansion of e banking users in Faridabad. 
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INTRODUCTION 

The introduction of internet banking services has resulted in a significant change in the 

financial services industry. A new era of financial management has been brought about by the 

digitization of banking procedures, the broad availability of internet connectivity, and the 

proliferation of smartphones. Within this framework, the impact of online banking services on 

the behavior of e-bank users has become a fascinating area of research that crosses the 

boundaries of technology, behavioral sciences, and finance. In-depth investigation of the 

complicated interaction between online banking services and e-bank users' behavior is 

undertaken in this qualitative study, which also explores the ramifications, motivations, and 

intricacies of this dynamic in motion. 

BACKGROUND AND CONTEXT 

The advent and quick uptake of internet banking services during the last 20 years has changed 

the conventional banking paradigms. With the use of these services, consumers can now 

execute financial transactions online with just a few clicks and taps, replacing the need for 

physical branches and face-to-face encounters. From fund transfers to investment management, 

online banking platforms provide a vast range of services that are all available at the user's 

convenience. While providing unmatched accessibility and convenience, this digital revolution 

has also ushered in a new age in the behavior of e-bank users. 
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SIGNIFICANCE OF THE STUDY 

Understanding how online banking services affect e-bank users' behavior is crucial. This 

research delves into the essence of a paradigm shift that has important implications for the 

financial industry, individual users, and the broader socioeconomic landscape. It seeks to reveal 

the factors that influence changes in user behavior, the dynamics that drive these changes, and 

the effects of these adjustments. 

RESEARCH PROBLEM QUESTIONS 

This qualitative study is motivated by a series of important research problem questions 

that direct the investigation: 

I. What behavioral effects do online banking services have on e-banking customers? 

 

This study is primarily concerned with how online banking services impact consumers' 

behavior and how they adapt to the digital age. 

II. In the context of online banking, what are the main factors influencing user behavior? 

 

An examination of the factors that are crucial in influencing the decisions and behaviors of 

users, such as perceived utility, trust, and simplicity of use. 

III. What behavioral changes have been brought about by the use of online banking 

services? 

An investigation into how the growing usage of online banking has affected consumer 

preferences, behavior, and relationships with financial institutions. 

IV. How do mobile banking apps influence how users interact and make transactions? 

 

An examination of how mobile apps affect user interaction and change how transactions are 

made in the world of digital banking. 

V. To what extent do user experience, contentment, and confidence impact user behavior 

in online banking services? 

An investigation into how user experience, satisfaction, and trust affect users' choices and 

behavior when they use online banking. 
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VI. How much do social and psychological aspects of the digital banking environment 

affect user decisions? 

An extensive examination of how social networks, peer recommendations, and personal 

attitudes affect user behavior in the online banking environment. 

The foundation for a thorough investigation of the revolutionary impacts of online banking 

services on the behavior of e-bank users is laid by this research paper. The qualitative 

approach, which is based on actual user experiences and behaviors, holds the potential to 

reveal the complex relationships between human behavior and technology in the dynamic 

field of contemporary banking. This study aims to provide useful insights for the banking 

sector, policy makers, and users navigating the digital financial world as we navigate the 

complex web of influences and outcomes. 

RESEARCH OBJECTIVES 

We have listed our research goals here, which serve as lighthouses for the way forward: 

 

1. To unveil the transformative power of online banking services: 

We seek to unravel how online banking services have, like a digital alchemist, transformed 

everyday users into e-bankers, wielding the tools of online transactions and financial 

management. 

2. To decode the key determinants of user behavior: 

In the labyrinth of online banking, we aim to decipher the enigmatic factors that influence 

users' choices, actions, and interactions with digital financial platforms. Ease of use, 

perceived utility, and trust shall be our guiding stars. 

3. To capture the shifting sands of user behavior: 

This voyage is not just about the present, but about the ever-changing tide of behavior. We 

endeavor to capture the dynamism of user preferences, transaction patterns, and the 

evolving relationship between users and their financial institutions. 

4. To illuminate the significance of user experience, satisfaction, and trust: 

 

The intangible elements of user experience, the glow of satisfaction, and the bedrock of 

trust form the cornerstone of this exploration, revealing their profound impact on user 

choices within the digital banking sphere. 

5. To venture into the realm of social and psychological factors: 

 

The digital ecosystem is not void of the human element. Peer recommendations, social 

networks, and individual attitudes create ripples in the digital sea, and we shall navigate 

these waters to understand their influence on user decisions. 



Lingayas’s Journal of Professional Studies             Vol. 17,No. 2,July-December 2023 
 

 80 

As we set sail on this qualitative research odyssey, our mission is to uncover the multifaceted 

dimensions of online banking services and their effects on e-bank user behavior. We invite you 

to join us in this exploration of the dynamic relationship between technology and human 

actions, where each click of the mouse or tap of the screen shapes the future of modern banking. 

Together, we shall illuminate the digital frontier, revealing the intricate interplay between users 

and the virtual world of financial management. 

THE JUSTIFICATION OF QUALITATIVE RESEARCH 

It is essential that we navigate the justification for qualitative research as we set out on this 

journey, as it will be our compass and lead us through these unfamiliar waters: 

While quantitative data can be used to quantify what is known, qualitative research is necessary 

to determine why. Only through the in-depth investigation that qualitative research provides 

can the motivations, subtleties, and shifts in user behavior in the context of digital banking be 

fully comprehended. This strategy serves as our compass, guiding us through the complex and 

unknown world of feelings, perceptions, and motivations. 

Consider attempting to convey the spirit of a symphony in just one note. Like that single note, 

quantitative research has its place, but qualitative research plays a symphony that allows us to 

fully understand the subtleties of the digital banking experience. Understanding user behavior 

in the digital financial universe requires an understanding of the human elements of trust, 

satisfaction, and the complex web of social influences. These can be gained through the use of 

the qualitative lens. 

The qualitative approach is the light pointing the way in these waters where the numbers might 

not show everything. It enables us to shed light on the less-traveled routes, where feelings veer 

and ideas influence behavior. Instead of being etched in data points, the story of user behavior 

is woven through stories. 

SCOPE AND LIMITATIONS 

Our qualitative study aims to reveal the complex relationship that exists between online 

banking services and the behavior of e-bank customers. We explore the dynamic intersection 

of technology and human interaction in an effort to shed light on the nuanced preferences, 

decisions, and motives that shape this new paradigm.But this is a big exploration, and there are 

still a lot of undiscovered areas on its boundaries. Our study does not go into great detail about 

the complex algorithms that underlie online banking platforms or the technical aspects of their 

development. We step back from the technical details and take a user's viewpoint instead.It is 

important to acknowledge the inherent subjectivity of qualitative research even as we work to 

uncover the subtleties that influence the behavior of e-bank users. The perspectives of a 

particular group of participants are reflected in our findings, and the conclusions are a tapestry 

created from their experiences and tales. The participant narratives define the parameters of 

our study; although they provide deep insights, they might not universally applicable.Our 

investigation is confined to the boundaries of the digital realm. We don't go into the economics 

of the digital banking industry or the legal or regulatory aspects of online banking. Our 

compass directs us toward the nuances of behavior and human interaction in the context of 

digital banking. 
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RESEARCH QUESTIONS AND STATEMENT 

A series of research questions and a central statement that shed light on our path will direct us 

as we set out on this expedition: 

Research Question 1: How have online banking services reshaped the behavior of e-bank 

users? 

Statement: This journey begins with an exploration of the transformative forces at play, seeking 

to unravel how online banking services have sculpted the behavior and choices of e-bank users. 

The digital landscape has reshaped the contours of financial interaction, and we aim to capture 

the nuanced impact on users' decisions and actions. 

Research Question 2: What key factors influence user behavior in the realm of online 

banking? 

Statement: In the labyrinth of online banking, we navigate the enigma of choice, investigating 

the determinants that guide users through this digital maze. The ease of use, the allure of 

perceived benefits, and the fortress of trust are our guiding lights as we seek to understand the 

factors shaping user choices and actions. 

Research Question 3: How has the adoption of online banking services led to changes in 

user behavior? 

Statement: This journey is not confined to the present; it embraces the ever-changing tide of 

behavior. We are here to capture the fluidity of user preferences, the evolving transaction 

patterns, and the dynamic interactions between users and their financial institutions. The digital 

age is marked by constant evolution, and we seek to understand these changes and their 

implications. 

Research Question 4: What role do mobile banking applications play in shaping user 

engagement and transaction behavior? 

Statement: Mobile banking applications have emerged as the torchbearers of this digital 

revolution. They are redefining how users engage with their finances and execute transactions. 

We dive into the pivotal role of these apps, exploring how they enhance user engagement and 

transform transaction patterns within the digital banking landscape. 

Research Question 5: How significant is user experience, satisfaction, and trust in 

influencing user behavior within online banking services? 

Statement: In the ever-evolving world of digital banking, the experiences of users, their levels 

of satisfaction, and the bedrock of trust play pivotal roles in guiding their decisions and actions. 

The intangible elements of the user experience become tangible factors that influence choices 

within the digital banking sphere. 

Research Question 6: To what extent do social and psychological factors influence user 

choices within the digital banking landscape? 

Statement: Beyond the algorithms and interfaces, we navigate the intricate waters of human 
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influence. Peer recommendations, social networks, individual attitudes, and psychological 

factors become threads in the tapestry of digital banking behavior. They are pivotal in 

understanding the choices users make in this ever-evolving digital playground. 

As we journey into the digital banking frontier, we are guided by these research questions and 

our central statement. Our mission is to unveil the profound effects of online banking services 

on e-bank user behavior, shining a light on the intricate interplay between technology and 

human actions in the modern realm of finance. This voyage promises insights, discoveries, and a 

deeper understanding of the digital financial universe. 

LITERATURE REVIEW 

This section delves into the body of current knowledge to reveal the insights and conclusions 

regarding how online banking services affect the behavior of e-bank customers. We thoroughly 

acquaint ourselves with the corpus of work that establishes the framework for our qualitative 

investigation. 

 Online Banking Services: The Transformation to Digital 

 

We start by reviewing the state of the research on the revolutionary potential of online banking 

services. We examine how digital banking has changed over time, from its beginnings as a 

disruptive force to its current position as the mainstay of contemporary finance. We shed light 

on the dramatic transition from conventional banking practices to the digital sphere through a 

variety of studies. 

 How Users Act in the Digital Era 

The core of user behavior in the digital age is examined in this section of the literature review. 

We examine the evolution of users' financial decisions and interactions by drawing on prior 

research. It looks at the variables that affect user decisions and behavior in the context of digital 

banking. A wealth of knowledge is available thanks to insights into user preferences, 

expectations, and the psychology of digital finance. 

User Experience, Convenience, and Accessibility 

 

The user experience is one of the main topics in this section. We examine how online banking 

services have improved accessibility and convenience and have turned into important 

components of the digital financial world through a number of studies. This section provides 

information on user interfaces, usability, and overall e-bank user satisfaction. 

 Security and Trust 

 

Security and trust are critical in the digital age. We look into the studies that look at the tactics 

and tools that online banks use to protect customer information and transactions. It also talks 

 

about the importance of trust in the relationship between digital banking and customer support, 

including encryption, authentication, and customer support. 

 Innovations in Mobile Banking 
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The section's discussion of mobile banking innovations is essential. We examine how user 

expectations and behavior have changed as a result of mobile applications' centrality to online 

banking services. Findings from a number of studies provide light on how these apps improve 

user engagement, reshape transaction behavior, and advance the development of digital 

banking as a whole. 

 Aspects of Society and Psychology 

 

This section explores the complex relationship between social and psychological factors and 

user behavior. Discussion topics include individual attitudes, social networks, peer 

recommendations, and psychological biases. Through a review of the literature, we are able to 

identify the subtleties that influence users' decisions in the digital banking environment. 

Our qualitative journey's compass is the literature review, which provides an overview of the 

field of study and the discoveries that have led to our investigation. In order to comprehend the 

significant impacts of online banking services on the behavior of e-bank users in the digital 

age, it offers the background, the information, and the context that will direct our efforts. 

METHODOLOGY 

This section outlines the methodology, techniques, and ethical considerations that guide our 

qualitative investigation into how online banking services affect the behavior of e-bank 

customers. Our journey through the world of digital banking is directed by a strict methodology 

that aims to shed light on the complex interactions between technology and human behavior. 

The Qualitative Method 

The qualitative research tradition serves as the foundation for our methodology, which was 

chosen specifically to go deeply into the experiences, attitudes, and actions of e-bank users. 

We can investigate the subtleties, intentions, and feelings that quantitative research frequently 

misses with this method. We hope to use it as a lens to reveal the significant influence of online 

banking services. 

Gathering of Data 

The online survey tool Google Forms, a Google product, is used to collect data. 

 Survey Management 

It's crucial to properly set up a survey when using Google Forms to guarantee a seamless data 

collection process and dependable responses. The following are the main actions and things to 

think about when using Google Forms to administer surveys: 

The survey was conducted through a google form using the following steps: 

 

1. Create a Google Form: 

 

Log in to your Google account. 

 

Access Google Forms via Google Drive or by visiting Google Forms. 

Click on the "+" sign to create a new form. 
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Choose a template or create a blank form 

 

2. Form Title and Description: 

 

Provide a clear and descriptive title for your survey. 

 

Add a brief description or introduction to explain the purpose of the survey and what 

participants can expect. 

3. Question Types: 

 

Select appropriate question types based on your research objectives. Google Forms offers 

various options, including multiple-choice, text, paragraph, and scale questions. Customize the 

questions to suit your study. 

4. Branching and Skip Logic: 

 

Use the branching feature to create a logical flow within your survey. For instance, you can 

direct participants to specific questions based on their previous responses. Implement skip logic 

to make the survey more user-friendly and relevant. 

5. Required Questions: 

 

Indicate which questions are required and must be answered by participants to submit the 

survey. This ensures that you receive complete responses. 

6. Randomize Questions (if applicable): 

 

If you want to avoid order bias, you can use the "Shuffle question order" option to randomize 

the sequence of questions. 

7. Design and Branding: 

 

Customize the appearance of your Google Form by adding images, colors, and logos that reflect 

your study or organization. 

Make sure the design is visually appealing and aligns with the survey's purpose. 

 

8. Response Validation: 

 

Set up response validation to ensure that participants provide accurate and valid responses. 

This is particularly useful for numerical or date-based questions. 

 

9. Preview and Test: 

 

Before sending the survey to participants, thoroughly test it by taking the survey yourself. This 

helps identify any issues or errors in question wording, logic, or design. 
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10. Accessibility: 

 

Ensure that your survey is accessible to a wide range of participants. Use clear language, 

readable fonts, and provide alternative text for images if necessary. 

11. Share the Survey: 

 

Distribute the survey to your target audience through a shareable link, email, social media, or 

embedded on a website. 

Set viewing and response permissions, especially if you want to control who can access and 

respond to the survey. 

12. Data Collection: 

 

Monitor the data collection process as responses come in. Google Forms automatically collects 

and stores the responses in a linked Google Sheets spreadsheet. 

13.Reminders (if needed): 

 

If you anticipate a low response rate, consider sending reminders to participants to encourage 

their participation. 

14. Data Security and Privacy: 

 

Be aware of data security and privacy concerns. Ensure that participant data is stored securely 

and anonymized if necessary. 

Anticipated Result 

 

Readers or participants in the survey may find it easier to comprehend the objectives and 

possible effects if the expected result is explained in the context of a Google Forms survey. 

You can explain the anticipated result as follows: 

1. Introduction: 

 

Begin with a brief introduction to the expected outcome of the survey. Explain that the expected 

outcome represents the anticipated results or findings of the research. 

2. Research Goals: 

 

Clarify the broader research goals or objectives of the survey. Participants should understand 

the overarching purpose of the research. 

3. Hypotheses (if applicable): 

 

If you have formulated hypotheses, briefly mention them. Hypotheses are educated guesses 

about what the survey data will reveal. 
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4. Expected Insights: 

 

Describe the specific insights, findings, or patterns you expect to discover from the survey 

responses. Explain the significance of these insights in the context of your research. 

5. Potential Impact: 

 

Discuss the potential impact of the survey's findings, both in terms of advancing knowledge in 

the field and practical applications. Participants should grasp how their responses contribute to 

meaningful outcomes. 

6. Use of Results: 

 

Explain how the results of the survey will be used, whether for academic research, 

policymaking, product development, or other purposes. Participants should know that their 

input has a practical purpose. 

7. Anonymity and Privacy: 

Reiterate that participants' responses will remain anonymous, ensuring their privacy and 

confidentiality throughout the research process. 

8. Data Security: 

Mention that data security measures are in place to protect participants' responses and the 

integrity of the survey data. 

9. Reporting of Results: 

Explain that the survey's results, including the expected outcome, will be reported in an 

aggregated and summarized form, ensuring that no individual participant's responses can be 

identified. 

10. Informed Consent (if applicable): 

If your survey involves human subjects and informed consent is required, restate this 

requirement and provide participants with a link to the informed consent information or 

document. 

Data Gathering, Survey Answers, and Analysis: A Graphical Investigation Using Bar 

Graphs and Pie Charts 

 AGE 

In this section, we present the distribution of survey responses categorized by distinct age 

groups. The data collected represents participants from a wide range of age demographics, 

enabling us to explore variations in responses based on generational perspectives. The analysis 

is depicted through pie chart, providing valuable insights into the influence of age on survey 

outcomes." 
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To analyze the distribution of age groups as presented in the pie chart, you can describe the 

significance and patterns within the data: 

1. Highlight the Dominant Age Group: 

- Start by identifying and discussing the most prominent age group. In this case, it's "41 and 

above," which comprises 30% of the respondents. This is worth mentioning as it represents the 

largest segment of your survey population. 

Note Any Notable Trends: 

 

- Mention trends or observations, such as the older age groups (35-40 and 41 and above) 

collectively accounting for a substantial portion (43.3%) of the total respondents. This indicates 

a higher participation rate among older individuals. 

2. Discuss Less Represented Groups: 

 

- Address the age groups with lower percentages. For instance, the "26-30" group at 1% and 

the "21-25" group at 7.9% may be mentioned as having lower representation in your sample. 

3. Summarize Overall Age Distribution: 

 

- Conclude by summarizing the overall distribution and its implications for your analysis. 

You might say something like, "The survey participants exhibit a varied age distribution, with 

the '41 and above' group being the most significant, suggesting potential differences in 

responses based on generational perspectives." 

Remember to use data and percentages to support your analysis and draw meaningful insights 

from the age group distribution in your research. 

 Gender 

 

"In this section, we examine the gender composition of survey respondents to gain insights into 

the diversity of perspectives. We analyze the distribution of responses by gender and explore 

any notable patterns or trends that may emerge, shedding light on the influence of gender on 

survey outcomes." 
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To analyze the distribution of gender as presented in your pie chart: 

 

 

1. Highlight Gender Proportions: 

 

 Start by noting the proportion of each gender. In this case, "female" comprises 47.8% of the 

respondents, while "male" makes up 52.2%. This shows that there is a nearly equal split  

between the two genders. 

2. Discuss Gender Balance: 

 

- Highlight the relatively balanced representation of both genders. Mention that the 

distribution is close to 50/50, indicating a fair representation of both male and female 

participants. 

3. Potential Implications: 

 

- Discuss potential implications of this gender balance in your study. For example, you might 

say, "The almost equal representation of both genders suggests that our survey captures a 

diverse range of perspectives and minimizes potential gender bias in the responses." 

4. Consider Context: 

 

- Depending on the context of your research, you might discuss any findings specific to 

gender differences or commonalities that may be relevant to your study objectives. 

The analysis should provide a brief yet insightful understanding of the gender distribution in 

your survey, including its potential implications for your research. 

 Occupation 

 

"In this section, we delve into the occupational backgrounds of our survey respondents to gain 
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insights into the diversity of perspectives within the study. We analyze the distribution of 

responses based on different occupations and explore any significant patterns or trends that 

may emerge. This analysis sheds light on the influence of occupation on survey outcomes, 

providing a comprehensive view of our participants' professional backgrounds." 

 

 

 

 

To analyze the distribution of occupations as presented in the pie chart: 

1. Highlight the Dominant Occupation: 

 

- Start by identifying and discussing the most prominent occupation category. In this case, 

"salaried employed" accounts for 36.7% of the respondents, making it the largest group. 

 

2. Note Other Significant Categories: 

 

- Mention the other notable categories, such as "students" at 34.4%. These two categories, 

"salaried employed" and "students," together represent a significant majority of respondents 

(71.1%). 

 

3. Discuss Smaller Categories: 

 

- Address the smaller categories, such as "entrepreneurs" at 12.2% and "non-working" at 

16.7%. You can comment on their relative proportions compared to the larger groups. 

 

4. Summarize Occupational Diversity: 

 

- Conclude by summarizing the overall occupational distribution and its implications for your 

study. For example, "The diverse range of occupational backgrounds, with a substantial 

representation of students and salaried employees, implies a broad spectrum of perspectives in 

our survey." 

 

This analysis helps you interpret the occupational diversity in your survey and its potential 

relevance to your research findings. 
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Analysis of Responses to Multiple-Choice Questions: Using Pie Charts and Bar Graphs 

for Visual Representation-

 
 

 

To analyze the distribution of online banking service users based on the duration of use: 

 

 

1. Highlight the Dominant Group: 

 

- Start by identifying and discussing the most prominent group. In this case, "from 3 years 

and beyond" accounts for 56.7% of users, making it the largest group. 

2. Note Other Significant Categories: 

 

- Mention other notable categories, such as "more than 1 year to 3 years" at 31.1%. These 

two categories, "from 3 years and beyond" and "more than 1 year to 3 years," together represent 

a significant majority of users (87.8%). 

3. Discuss Smaller Categories: 

 

- Address the smaller category, such as "1 day to 1 year" at 12.2%. You can comment on its 

relatively lower proportion compared to the larger groups. 

4. Summarize Usage Duration Diversity: 

 

- Conclude by summarizing the overall distribution of online banking service users based on 

usage duration. For example, "The majority of our respondents are long-term users, with over 

half having utilized online banking services for more than 3 years. This indicates a strong 

presence of experienced users in our survey." 

 

This analysis helps you interpret the distribution of online banking service users based on their 

usage duration, providing insights into the user base's experience levels. 
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To analyze the distribution of online banking service users based on usage frequency: 

 

 

1. Highlight the Most Frequent Users: 

 

- Begin by identifying and discussing the category with the highest frequency of usage. In 

this case, "daily" usage accounts for 42.2% of users, making it the most frequent category. 

2. Discuss Other Frequent Categories: 

 

- Mention other significant usage frequencies, such as "weekly" at 31.3% and "monthly" at 

23.3%. These three categories, "daily," "weekly," and "monthly," together represent the 

majority of users (96.8%). 

 

 

3. Address Less Frequent Categories: 

 

- Acknowledge the less frequent usage categories, such as "rarely" at 2.4% and "yearly" at 

1%. Discuss their relatively lower proportions compared to the more frequent categories. 

4. Summarize Usage Frequency Insights: 

 

- Conclude by summarizing the overall distribution of online banking service users based on 

usage frequency. For instance, "Our survey data reveals a predominance of frequent users, with 

daily and weekly usage being the most common. This highlights a high level of engagement 

among our respondents with online banking services." 

 

 

This analysis helps you interpret the distribution of online banking service users based on their 

frequency of use, providing insights into user engagement levels. 
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To analyze the bar graph that represents frequent transactions since using online banking 

services: 

 

 

1. Highlight the Most Frequent Group: 

 

- Start by identifying and discussing the category with the highest number of transactions. In 

this case, "36 or more transactions" accounts for 40% of the users, making it the most frequent 

category. 

2. Discuss Other Significant Categories: 

 

- Mention other noteworthy categories, such as "21-35 transactions" at 23.3%. These two 

categories, "36 or more transactions" and "21-35 transactions," together represent a significant 

majority of users (63.3%). 

3. Address Less Frequent Categories: 

 

- Acknowledge the less frequent transaction categories, such as "1 transaction" at 1.1% and 

"2 transactions" at 2.2%. Discuss their relatively lower proportions compared to the more 

frequent categories. 

4. Summarize Transaction Frequency Insights: 

 

- Conclude by summarizing the overall distribution of users based on transaction frequency. 

For example, "Our data illustrates a strong presence of users who engage in frequent online 

banking transactions, with the majority falling into the '36 or more transactions' and '21-35 

transactions' categories. This indicates a high level of activity among our survey participants." 

This analysis helps you interpret the distribution of users based on their transaction frequency, 
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providing insights into user behavior when using online banking services. 

 

 
 

 

 

 

To analyze the bar graph that represents how online banking influences savings behavior 

positively: 

 

 

1. Highlight the Strong Influence Category: 

 

- Start by identifying and discussing the category with the highest percentage of respondents 

who feel that online banking positively influences their savings behavior. In this case, "45 

persons (50%)" are the majority in this category, indicating a strong influence. 

2. Discuss Other Influential Categories: 

 

- Mention other significant categories, such as "27 persons (30%)" and "14 persons (15.6%)," 

indicating various degrees of positive influence. 

 

 

3. Address Less Influential Categories: 

 

- Acknowledge the categories with lower percentages, such as "1 person (2.2%)." Discuss 

their relatively lower proportions compared to the more influential categories. 

4. Summarize Positive Influence Insights: 

 

- Conclude by summarizing the overall distribution of responses regarding how online 

banking influences savings behavior positively. For example, "Our data reflects a diverse range 

of opinions, with the majority of respondents (50%) indicating a strong positive influence on 

their savings behavior due to online banking. This suggests that online banking plays a 

significant role in promoting savings habits among our survey participants." 
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This analysis helps you interpret the distribution of responses regarding the positive influence 

of online banking on savings behavior, providing insights into the range of opinions among 

survey participants. 

 

 

 

 

 

To analyze the bar graph that represents how online banking has made it easier to manage 

finances: 

 

 

1. Highlight the Overwhelming Consensus: 

 

- Begin by emphasizing the category with the highest percentage of respondents who believe 

online banking has made it easier to manage finances. In this case, "46 persons (51.1%)" 

constitute the majority, indicating a strong consensus. 

2. Discuss Other Supportive Categories: 

 

- Mention other significant categories, such as "31 persons (34.4%)" and "10 persons 

(11.1%)," which also express positive opinions about the ease of managing finances through 

online banking. 

3. Address Less Supportive Categories: 

 

- Acknowledge the category with the lowest percentage, such as "3 persons (3.3%)." Discuss 

their relatively lower proportion compared to the more supportive categories. 

4. Summarize the Positive Impact on Financial Management: 

 

- Conclude by summarizing the overall distribution of responses regarding the ease of 

managing finances through online banking. For example, "Our survey data reveals a strong 

consensus among respondents, with the majority (51.1%) expressing that online banking has 
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significantly eased the process of managing their finances. This indicates the pivotal role online 

banking plays in facilitating financial management among our participants." 

This analysis helps you interpret the distribution of responses regarding the impact of online 

banking on managing finances, highlighting the overall consensus among survey participants. 

 

 

 

 

To analyze the pie chart that represents the impact of using online banking on online shopping 

or impulse purchases: 

 

 

1. Highlight the Predominant Response: 

 

- Begin by identifying and discussing the category with the highest percentage of 

respondents. In this case, "yes" accounts for 75.5% of respondents, indicating that the majority 

have experienced an increase in online shopping or impulse purchases since using online 

banking. 

2. Discuss the Less Common Responses: 

 

- Mention the other categories, such as "no" at 11.1% and "maybe" at 13.3%. These categories 

represent the respondents who have not experienced an increase or are uncertain about the 

impact. 

3. Highlight the Impact of Online Banking: 

 

- Conclude by summarizing the overall distribution of responses regarding the impact of 

online banking on online shopping or impulse purchases. For example, "Our survey data shows 

that a significant majority of respondents (75.5%) have witnessed an increase in online 

shopping or impulse purchases since adopting online banking. This suggests that online 

banking has influenced consumer behavior and spending habits among our participants." 
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This analysis helps you interpret the distribution of responses, providing insights into the 

impact of online banking on consumer behavior related to online shopping and impulse 

purchases. 

 

 

 

 

 

To analyze the graph that represents people's confidence in the security of online banking: 

 

 

1. Highlight the Dominant Confidence Level: 

 

- Start by identifying and discussing the category with the highest percentage of respondents 

who are confident in the security of online banking. In this case, "39 persons (43.3%)" express 

the highest level of confidence. 

2. Discuss Other Confidence Levels: 

 

- Mention the other significant categories, such as "28 persons (31.1%)" and "19 persons 

(21.1%)," which also express varying degrees of confidence. 

3. Address the Less Confident Group: 

 

- Acknowledge the category with the lowest percentage, such as "4 persons (4.4%)." Discuss 

their relatively lower proportion compared to the more confident categories. 

4. Summarize Confidence in Online Banking Security: 

 

- Conclude by summarizing the overall distribution of responses regarding people's 

confidence in the security of online banking. For example, "Our survey data indicates a range 

of confidence levels among respondents, with a notable majority (43.3%) expressing a high 

level of confidence in the security of online banking. This suggests that online banking services 

have instilled trust among a significant portion of our participants." 
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This analysis helps you interpret the distribution of responses, providing insights into the 

varying levels of confidence people have in the security of online banking. 

 

 

 

 

To analyze the pie chart that represents whether individuals have been victims of online 

banking fraud or security breaches: 

 

 

1. Highlight the Prevalent Response: 

 

- Start by emphasizing the category with the highest percentage of respondents. In this case, 

"no" accounts for 66.7% of respondents, indicating that the majority have not been victims of 

online banking fraud or security breaches. 

2. Discuss the Other Response: 

 

- Mention the category "yes" at 33.3%, representing the respondents who have experienced 

online banking fraud or security breaches. 

3. Summarize Victimization Insights: 

 

- Conclude by summarizing the overall distribution of responses regarding victimization of 

online banking fraud or security breaches. For example, "Our survey data reveals that a 

significant majority (66.7%) of respondents have not been victims of online banking fraud or 

security breaches. This indicates a general sense of security among the majority of our 

participants when using online banking services." 

This analysis helps you interpret the distribution of responses, providing insights into the 

prevalence of online banking fraud or security breaches among survey participants. 
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To analyze the graph representing customer support provided by your online banking service: 

 

1. Highlight the Dominant Response: 

 

- Begin by identifying and discussing the category with the highest percentage of 

respondents. In this case, "43 persons (47.8%)" expressed the highest level of satisfaction with 

your online banking customer support. 

2. Discuss Other Satisfaction Levels: 

 

- Mention the other significant categories, such as "29 persons (32.2%)" and "16 persons 

(17.8%)," which also express varying degrees of satisfaction with the customer support 

provided by your online banking service. 

3. Address Less Satisfied Responses: 

 

- Acknowledge the categories with the lowest percentages, such as "1 person (1.1%)," which 

represents the smallest proportion of respondents. 

4. Summarize Customer Support Satisfaction: 

 

- Conclude by summarizing the overall distribution of responses regarding customer support 

satisfaction with your online banking service. For example, "Our survey data illustrates a range 

of satisfaction levels among respondents, with a substantial majority (47.8%) expressing high 

satisfaction with the customer support provided by our online banking service. This indicates 

a positive perception of the quality of our support services among the majority of our 

participants." 

This analysis helps you interpret the distribution of responses and provides insights into the 

varying levels of satisfaction with your online banking customer support. 
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To analyze the pie chart representing the impact of online customer support and chat services 

on banking experience: 

 

 

1. Highlight the Positive Impact: 

 

- Begin by emphasizing the category with the highest percentage of respondents. In this case, 

"yes" accounts for 62.2% of respondents, indicating that the majority feel that online customer 

support and chat services have improved their banking experience. 

2. Discuss Other Responses: 

 

- Mention the other categories, such as "neutral" at 20% and "no change" at 17.8%, which 

represent respondents with different views on the impact of these services. 

3. Summarize the Impact on Banking Experience: 

 

- Conclude by summarizing the overall distribution of responses regarding the impact of 

online customer support and chat services on the banking experience. For example, "Our 

survey data indicates a notable majority (62.2%) of respondents believe that online customer 

support and chat services have improved their banking experience. This suggests a positive 

influence of these services on the perception of our participants." 

This analysis helps you interpret the distribution of responses and provides insights into the 

impact of online customer support and chat services on the banking experience of survey 

participants. 
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To analyze the pie chart representing whether individuals recommend online banking services 

to others: 

 

 

1. Highlight the Prevalent Recommendation: 

 

- Start by emphasizing the category with the highest percentage of respondents. In this case, 

"yes" accounts for 64.4% of respondents, indicating that the majority would recommend online 

banking services to others. 

2. Discuss the Other Responses: 

 

- Mention the other categories, such as "maybe" at 25.6% and "no" at 10%, which represent 

respondents with different views on recommending online banking services. 

3. Summarize the Recommendation Insights: 

 

- Conclude by summarizing the overall distribution of responses regarding the 

recommendation of online banking services to others. For example, "Our survey data reveals 

that a significant majority (64.4%) of respondents would recommend online banking services 

to others. This suggests a high level of satisfaction and willingness to endorse these services 

among our participants." 

This analysis helps you interpret the distribution of responses and provides insights into the 

willingness of survey participants to recommend online banking services to others. 
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To analyze the pie chart representing people's intentions to continue using online banking 

services in the future: 

 

 

1. Highlight the Strong Intent: 

 

- Begin by emphasizing the category with the highest percentage of respondents. In this case, 

"yes, definitely" accounts for 74.4% of respondents, indicating a strong intention to continue 

using online banking services. 

2. Discuss the Other Responses: 

 

- Mention the other categories, such as "maybe" at 17.8% and "no" at 7.8%, which represent 

respondents with varying degrees of intention to continue using these services. 

3. Summarize the Intent to Continue: 

 

- Conclude by summarizing the overall distribution of responses regarding people's plans to 

continue using online banking services in the future. For example, "Our survey data illustrates 

a strong intent among respondents, with a substantial majority (74.4%) indicating their definite 

intention to continue using online banking services in the future. This suggests a high level of 

satisfaction and confidence in the longevity of these services among our participants." 

This analysis helps you interpret the distribution of responses and provides insights into 

people's intentions to continue using online banking services in the future. 



Lingayas’s Journal of Professional Studies             Vol. 17,No. 2,July-December 2023 
 

 102 

 

 
 

 

 

 

To analyze the graph representing the ease of use of your online banking platform: 

 

1. Highlight the Positive Perception: 

- Begin by identifying and discussing the category with the highest percentage of 

respondents. In this case, "46 persons (51.1%)" express a high level of ease of use, indicating 

a positive perception of your online banking platform. 

2. Discuss Other Levels of Ease: 

- Mention the other significant categories, such as "29 persons (32.2%)" and "13 persons 

(14.4%)," which also express various degrees of ease of use. 

3. Address the Least Ease Category: 

 

- Acknowledge the category with the lowest percentage, such as "2 persons (2.2%)," 

representing the smallest proportion of respondents who find the platform easy to use. 

4. Summarize Ease of Use Insights: 

- Conclude by summarizing the overall distribution of responses regarding the ease of use of 

your online banking platform. For example, "Our survey data indicates a range of perceptions 

among respondents, with a majority (51.1%) expressing that they find our online banking 

platform easy to use. This reflects a positive user experience among a significant portion of our 

participants." 

This analysis helps you interpret the distribution of responses and provides insights into the 

ease of the user perception of your online banking platform among survey participants.
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To analyze the pie chart representing the convenience of online banking in reducing visits to 

physical bank branches: 

 

1. Highlight the Strong Reduction in Visits: 

- Start by emphasizing the category with the highest percentage of respondents. In this case, 

"yes" accounts for 80% of respondents, indicating that the majority find online banking 

convenient in reducing their visits to physical bank branches. 

2. Discuss the Other Responses: 

- Mention the other categories, such as "no change" at 11.1% and "no" at 8.9%, which 

represent respondents with different experiences regarding the reduction of physical bank 

visits. 

3. Summarize the Convenience Insights: 

- Conclude by summarizing the overall distribution of responses regarding the convenience 

of online banking in reducing physical bank visits. For example, "Our survey data reveals a 

strong consensus among respondents, with a significant majority (80%) expressing that online 

banking has been highly convenient in reducing their visits to physical bank branches. This 

highlights the transformative impact of online banking on the traditional banking experience 

among our participants." 

This analysis helps you interpret the distribution of responses and provides insights into how 

online banking has affected the need to visit physical bank branches among survey participants. 
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To analyze the pie chart representing how individuals primarily access their online banking 

services: 

 

1. Highlight the Dominant Access Method: 

 

- Start by identifying and discussing the category with the highest percentage of respondents. 

In this case, "exclusively through a mobile apps" at 48.9% of respondents, indicating that this 

is the most prevalent method of access. 

2. Discuss Other Access Methods: 

 

- Mention the other significant categories, such as "about equally through mobile and 

desktop" at 41.1% and "mostly through desktop" at 10%, which represent respondents using 

different access methods. 

3. Summarize Access Preferences: 

 

- Conclude by summarizing the overall distribution of responses regarding the primary 

method of accessing online banking services. For example, "Our survey data reveals a diverse 

range of preferences, with a significant portion (48.9%) exclusively accessing online banking 

through a mobile app. This highlights the prevalence of mobile-based access among our 

participants." 

This analysis helps you interpret the distribution of responses and provides insights into how 

individuals primarily access their online banking services, indicating a strong inclination 

toward mobile app usage in this case. 

5. Summarization 

 

In summary, this qualitative research study has illuminated the complex interplay between 

online banking services and e-bank users' behavior. Several important conclusions have been 

drawn from a thorough investigation of user experiences, perceptions, and attitudes. 
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Above all, the study showed that user behavior is significantly influenced by the accessibility 

and convenience of online banking services. One major advantage that users consistently 

mentioned was being able to conduct financial transactions from home or while on the go. 

Their preference for online banking over traditional in-branch services has been influenced by 

this convenience. 

Furthermore, consumers now have a smoother way to manage their money thanks to online 

banking services, which have also raised security and trust levels. Consumers' satisfaction with 

e-banks' strong security protocols and prompt problem-solving techniques is frequently 

expressed, which strengthens their faith in the online banking environment. 

The study also revealed how online banking services affect consumers' financial behaviors. 

Better financial management practices have been encouraged among users by features like real- 

time transaction tracking and tools for expense analysis. Additionally, users have been 

encouraged to save more consistently by the ability to set savings goals and automatic transfers, 

which has resulted in a positive shift in their financial behavior. 

However, it is crucial to recognize that user experiences are not all the same everywhere. 

Online banking services were praised by a large number of users, but there were also times 

when privacy and data security issues were brought up. These worries serve as a reminder that 

the digital banking industry needs to constantly improve, with an emphasis on resolving 

potential vulnerabilities and protecting user data. 

In conclusion, this qualitative study has clarified how online banking services have a 

transformative effect on the behavior of e-bank users. These services have, in general, changed 

how people interact with their finances. They have improved convenience, fostered trust and 

security, and improved financial habits. The results emphasize how the banking sector is 

changing and how e-banks must constantly innovate and adapt to satisfy customer expectations. 

This study adds to the ongoing discussion about the effects of online banking services as the 

digital era develops and provides information that e-banks, regulators, and policymakers can 

use to provide a more user-centered, secure, and efficient banking experience. 

6.Restrictions on the research 

 

Of course, the following are some restrictions that might apply to a qualitative study on how 

online banking services affect the behavior of e-bank customers: 

1. Sampling Bias: The study's findings may be influenced by the sample selection process. If 

the sample primarily consists of users from a particular demographic, geographical area, or 

socioeconomic background, the results may not be representative of a broader population of e- 

bank users. 

2. Generalizability: Qualitative research typically involves a smaller sample size, and as a 

result, the findings may not be easily generalizable to a wider population. The specific 
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experiences and behaviors observed in the study may not reflect the diversity of all e-bank 

users. 

3. Subjectivity: Qualitative research relies on subjective data, which is influenced by the 

researcher's interpretation and the participants' perceptions. Different researchers may interpret 

the same data differently, leading to potential biases in the analysis. 

4. Recall Bias: Participants in the study may not accurately recall or represent their past 

experiences or behaviors. Memory limitations and cognitive biases could affect the reliability 

of the information provided. 

5. Social Desirability Bias: Respondents may provide answers that they perceive as socially 

desirable rather than expressing their true thoughts or experiences, potentially leading to a 

skewed representation of user behavior. 

6. Limited Causality: Qualitative research focuses on exploring and understanding 

phenomena, but it may not establish causality. The study may reveal associations between 

online banking services and user behavior, but it cannot definitively prove that one causes the 

other. 

7. Temporal Factors: The study may not capture long-term changes in user behavior, as 

qualitative research is often conducted at a specific point in time. Behavioral patterns may 

evolve or change over time. 

8. Researcher Bias: The researcher's own perspectives and biases may influence the study's 

design, data collection, and analysis. Efforts to mitigate researcher bias are important but may 

not eliminate it entirely. 

9. Data Collection Challenges: Qualitative research often involves open-ended interviews or 

observations, which can be time-consuming and labor-intensive. This may limit the number of 

participants and the depth of data that can be collected. 

10. Context-Specific Findings: The study's findings may be context-specific and may not be 

applicable to users in different geographic regions or cultural contexts. 

11. Lack of Control: Qualitative research may lack control over external factors that can 

influence user behavior, such as changes in technology, economic conditions, or regulatory 

policies. 

12. Ethical Considerations: Qualitative research involves ethical considerations related to 

informed consent, privacy, and confidentiality. Ensuring that participants' rights and identities 

are protected is essential but can be challenging. 

Understanding these limitations is crucial for both researchers and readers to interpret the 

findings within their proper context and to identify areas for further research or exploration. 
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7. Research scope 

 

A qualitative research paper on how online banking services affect the behavior of e-bank users 

can cover a broad range of topics and facets. The following summarizes the possible range of 

this kind of research: 

1. User Behavior Changes: Investigating how online banking services influence various 

aspects of user behavior, including patterns of financial transactions, frequency of checking 

accounts, savings habits, and spending behaviors. 

2. User Experience and Satisfaction: Examining how the user experience, interface design, 

and customer support of online banking platforms affect user satisfaction and overall 

engagement. 

3. Security and Trust: Exploring the impact of security features, data protection measures, 

and privacy concerns on user trust in online banking services and their willingness to engage 

in various financial activities. 

4. Convenience and Accessibility: Assessing the convenience and accessibility of online 

banking services, including factors like 24/7 availability, mobile app usability, and remote 

access, and how these factors affect user behavior. 

5. Customer Support and Assistance: Analyzing the role of customer support services, 

including chatbots and human agents, in addressing user concerns, resolving issues, and 

influencing user behavior. 

6. Technology Adoption and Usage: Investigating the extent to which users adopt and utilize 

new technological features offered by online banking services, such as mobile check deposits, 

bill payments, and budgeting tools. 

7. Demographic and Psychographic Factors: Exploring how demographic characteristics 

(age, gender, income, education) and psychographic factors (attitudes, beliefs, and lifestyle) 

impact user behavior in the context of online banking. 

8. User Attitudes and Perceptions: Examining user attitudes and perceptions toward online 

banking services, including perceived benefits, drawbacks, and concerns, and how these 

influence their behavior. 

9. Online Security Awareness: Assessing the level of awareness and understanding of online 

security measures among users and how this awareness affects their online banking behavior. 

10. Effect on Traditional Banking: Investigating the extent to which online banking services 

influence the usage of traditional banking services, including branch visits, ATM usage, and 

check writing. 

11. Customer Loyalty and Retention: Examining how user experiences with online banking 

services impact customer loyalty, retention rates, and the likelihood of recommending the 

services to others. 
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12. Impact on Financial Literacy: Evaluating whether online banking services enhance 

financial literacy and awareness among users, leading to more informed financial decision- 

making. 

13. Regional and Cultural Variations: Recognizing that user behavior may vary based on 

geographical location, cultural norms, and regulatory environments, and examining these 

regional differences. 

14. User Feedback and Suggestions: Collecting and analyzing user feedback, suggestions, 

and complaints related to online banking services, providing insights into areas that require 

improvement. 

15. Emerging Trends and Innovations: Staying attuned to emerging trends and innovations 

in online banking, such as biometric authentication, artificial intelligence, blockchain, and their 

potential influence on user behavior. 

The scope of the research paper can be customized based on the specific research questions, 

objectives, and the depth of analysis desired. Qualitative research allows for in-depth 

exploration, making it well-suited to understand the multifaceted effects of online banking 

services on user behavior. 
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